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ioning said likely 
lre not contained 
tl government will have to 
lth care services if costs 
1ght under control, said 
lifano, former secretary of 
epartment of Health, Educa­
✓elfare. He said that if costs 
�
' 
treatment like kidney 
d open-heart surgery might 
le only to those younger 
:alifano's cost control sugges­
de closing hospitals-in 10 
years, the U.S. will need only half as 
many hospital beds as it has now. 
"Most rural communities would be 
better off with a helicopter than a hos­
pital," -he said. Paraprofessionals should 
be allowed to perform. more proce­
dures done by doctors, and fees for 
surgery should be standardized-they 
sometimes vary as much as threefold 
from one doctor to another, Califano 
said. And more should be done to pro­
mote healthful lifestyles. He said that 
while television glorifies coronary sur­
gerYi half of the decrease in heart dis­
ease since 1970 has resulted from the 
public's realization that smoking and 
high-fat diets are unhealthy. 
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Health spending increased 
in 1986 
Health care spending increased 8.4 
percent from 1985 to 1986, faster than 
general inflation, federal health offi­
cials said, noting a continued need for 
cost control. Per capita spending aver­
aged $1,837 in 1986, and hospital care 
continued to account for the largest 
share (39 percent) of the nation's 
health care spending, which repre­
sented 10.9 percent of the Gross 
National Product. 
Marva Sinclair 
Private Business Training 
Elesha Smith 







)tors Dedicated Unit Operational & Technical Cathy Gamble HO - South Florida 




Robert McFarland Private Business Training 
Years I Systems Project Office Mary Gibson 
Private Business Claims 
I ia Dubberly 
NEW EMPLOYEES 
Adjudication PROMOTIONS 
vate Business Claims 
am Entry Linda Graham Brian Boyer 
Robert Ashley Private Business Training Security Administration 
na Perkins Health Options 
Lauderdale of Gainesville Della Herndon Laurie Healy 
strict Office Printing Department Med B Communications 
William Beatie Unit VI 
er Woodard 
I 
Stockroom & Warehous- Sharon Hitzges 
:s Entry Day ing Personnel Health Options -
I TRANSFERS Central Florida 
Collette Bolton 
ears I State Group Claims Steven Reese 
I 
TomHadd 




>fessional Reimburse- Jenny Borsis Susan Reizen 
·ntAdm. State Group Claims HO - South Florida Ellen Puschak 
Entry II HOI Operations 
orieMoe Maria Rojas 
:dia Relations Marie Calduch HO - South Florida Lois Sayward 
HO - South Florida Data Administration 
1nie Williams Carol Ronan 
alth Options of Sharon Carden HO - South Florida 
ksonville Private Business Training 





:al Group Inquiries Private Business Claims Gainesville 
Exam Entry III 
Vol. 36, No. 16 A Newsletter of Blue Cross and Blue Shield of Florida July 27, 1987 
PAS programs, old and new, 
strive to make BCBSF better 
P
rovider Automated Services, 
which developed and manages the 
largest data collection network of its 
kind in the U.S., is working on a new 
system that should be of great benefit 
to the Florida Plan. 
Since its creation in 1974 as a divi­
sion of BCBSF, PAS has grown steadily 
More than 2,300 provider offices in 
Florida now send automated claims 
through the PAS network, over 1,300 
of which use Medical Management 
Systems and data terminals designed 
and sold by PAS. 
Eight employees 
honored on 
"Wall of Fame" 
PIQC Workgroup members and PBO 
management have begun quarterly 
recognition of outstanding 
employees by naming eight persons 
to the 11-tall of Fame." They are 
(clockwise from top left) Joann 
Griffis, Dot Peeples, Ruth Barry­
Taylor; Barbara H. \Mltson, Ruth E 
Edwards, Becky Gillis, Cassandra 
Brock and Gregory E. Lowe. 
"We'll collect more than 13.5 million 
claims in 1987, which is more than any­
one else in the U.S.," said Dan W hite­
head, vice president of Marketing. 
PAS started marketing its integrated 
Medical Management Systems, includ­
ing computer hardware and software, 
in 1981, and now franchises its prod­
uct rights to 22 BCBS Plans and other 
distributors in 36 states. PAS's informa­
tion and claims entry systems are 
available to more than 70 percent of 
the nation's physicians. 
A subsidiary of the Florida Plan 
(Continued on page 3) 





o visually recognize employees for 
their well-rounded performance, 
the Partners in Quality Change Work­
group and Private Business Operations 
management have created the "Wall of 
Fame' 1 for "PBO Achievers." 
Based upon directors' reviews of 
their year-to-date performances1 eight 
employees were named to the Wall of 
Fame for this quarter, and others will 
be so honored in the future. Selection 
criteria included quality performance1 
(Continued on page 3) 
2 
Task force picks YWCA for Saturday child care 
S
aturday child care has been 
arranged for children of BCBSF's 
Jacksonville employees at the YWCA, 
325 East Duval Street. 
Through the efforts of the Depen­
dent Care Task Force, the YWCA Day 
Care Center, operated in conjunction 
with Episcopal Day Care Centers, pro­
vides breakfast, lunch and snacks, as 
well as learning programs and recrea­
tional activities, from 7:30 a.m. to 4:30 
p.m. at $10 per child. The YWCA can­
not accept infants or children in diapers. 
Employees who have used the serv­
ice have spoken well of their children's 
experience. 
Customer Service 
Quality of service 
11 Many of us complain but never offer 
a thank you or compliment. Beverly 
Norris (Manager, Customer/Provider 
Services, Health Options of South Flor­
ida) has been most competent and we 
want you to know how efficient." 
Thanks for the help 
11 
•• • thank you for your time and assis­
tance ... You (Tammy Tuten, Customer 
Service Representative, Medicare B 
Telecommunications) were very help­
ful, and courteous, ... and I would 
certainly enjoy working with you in 
the future . .. " 
"Personal touch" appreciated 
"Thank you (Cindy Fortenberry, 
Customer Service Representative, FEP 
Written Inquiries) very much for your 
personal assistance ... We appreciate 
the personal touch in this day of 
computers where everything is so 
impersonal." 
"God bless you ... " 
"God bless you (Eva Earven, Cus­
tomer Service Representative, CS 
Department). You're the only one who 
listened to me all these months ... " 
Terry Paul and Kimberly Rutledge 
said their sons, ages 5 and 4, enjoyed 
their first visit so much that they asked 
to go back. Paul said the teacher is 
experienced and well qualified in day 
care, that there are plenty of toys and 
outdoor equipment, and that her son 
"had fun and learned things. They're 
stimulated, not just babysat," she said. 
Rutledge said she wishes the center 
was available every day. The facilities 
are clean, the instructor is nice, and the 
center offers II all kinds of opportuni­
ties for the children," she said. 
Another parent, Jo Detoro, whose 
children are ages 4 and 5, said the facil­
ity is very well secured and that the 
children are kept busy. There are a 
reading area, a "play kitchen" area, an 
entertainment area with a record 
player and TY, and an arts and crafts 
area. "It's fantastic/ she said. 
Interested parents should notify 
Winnette Sandlin, Ext. 8025, no later 
than noon Thursday prior to the Satur­
day they need care. That's to ensure 
there's enough food and personnel. 
The YWCA can continue to offer the 
programs only if enough children 
attend, Sandlin noted. 
LAG efforts help protect BCBSF from adverse legislation 
Members of the Legislative Advisory Group played an important role in 
making the Florida Legislature's 1987 session a successful one as Ear as 
BCBSF is concerned. Among the members are (seated, 1-r) Steven Smith, Bob 
Maliillo/J Bill Long, (standing) Melissa Rehfus, Randy Simmons, Rafael Diaz, 
Karen Earle, Brooks Stone and Clare Adamson. 
PAS Programs 
(Continued from page 1) 
since 1985, PAS employs 92 persons, 
including nine sales representatives in 
Florida. One of PAS's goals is to remain 
below its already reduced budget 
(there are 108 authorized positions) 
while remaining on the front line of 
automating information and claims 
collections systems, W hitehead said. 
An example of PAS's support capa­
bility is a system it designed for the 
Purchasing of Hospital Services area, 
which needed an automated means of 
reviewing previously processed claims 
and analyzing them to determine the 
appropriateness of using a Diagnostic 
Related Grouping (DRG) payment 
method. "This should prove to be 
a valuable tool as PHS negotiations 
expand throughout the state," 
W hitehead said. 
PAS has now begun the develop­
ment of a new system which will sup­
port the corporation intitiatives of PHS 
and Service to Providers. 
The System, for which planning 
began about a month ago, will give 
hospitals controlled access to needed 
information. They'll continue to be 
able to submit automated claims using 
the same hardware. Additional capa­
bilities will be added to the system as 
they are developed. 
"We'll continue to expand all of our 
activities, providing automated capa­
bilities that support the major initia­
tives of Blue Cross and Blue Shield of 
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We provide superior service to our customers whe 
3. We satisfy our customers' informational needs 
We anticipate and fully satisfy our customers' informational neec 
an easily understood, accurate and timely manner. In addition, becauE 
customers' needs change over time, we actively work to further our u: 
standing of them. We form our explanations to ensure that customers 
our products and services effectively. We proactively set expectations J 
ice with our customers, such that they know what to expect and whe 
expect it. 
Florida, and improving the competitive 
advantage the corporation has in the 
marketplace," W hitehead said. 
"Wall of Fame" 
(Continued from page 1) 
production, attendance, timeliness, 
operational improvements, humanistic 
achievements and overall results. 
PBO Achievers this quarter: 
Ruth Barry-Taylor (Micrographics) -
for regularly performing special proj­
ects in an outstanding manner. She 
can be counted on to make sure her 
work is accurate, timely and of excep­
tional quality. During her 20 years of 
service, her absenteeism has never 
exceeded 2 percent. 
Cassandra Brock (Major Accounts) 
- for demonstrating flexibility in help­
ing her department meet its goals. She 
has consistently demonstrated com­
mitment to quality and genuine con­
cern for meeting customers' needs. 
Ruth E. Edwards (Membership and 
Billing/Group Northern Region) - for 
timely processing of all her work, 
demonstrating an average produc­
tivity effectiveness rating of 194.9 
percent and first quarter accuracy of 
99 .84 percent. 
Becky Gillis (FEP Claims)-for 100 
percent accuracy on in-line and post 
audits, average production of 190, with 
96 percent coverage; and for helping 
with in-depth training and working 
with systems personnel to resolve 
problems. Her support has helped 
the team's quality, morale , 
cohesiveness. 
Joann Griffis (Walkin-Prc 
mation) - for going great 11 
meet the goals of superior , 
service, with a quality ratii 
cent, production 104 perce 
absenteeism. She has dem< 
her commitment by outsta 
achievement. 
Gregory E. Lowe (Markt 
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outstanding performance i 
cult functions of exam ent1 
percent quality rating and 
productivity. He has a posi 
and accepts changes as chc 
Dot Peeples (PBC Speda.. 
for being results oriented, 1 
her time and organizing he 
a high degree of efficiency 
tiveness. She demonstrates 
alism in every aspect of he 
maintains positive workin� 
ships with others. 
Barbara Watson (Membc 
Billing/Direct Inquiries a, 
working well with minimc: 
vision, promptly completir 
assignments and arriving c 
time. Her quality rating is 
and production is 143.2 pe 
she has zero absenteeism t 
two years. 
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Terry Paul and Kimberly Rutledge 
said their sons, ages 5 and 4, enjoyed 
their first visit so much that they asked 
to go back. Paul said the teacher is 
experienced and well qualified in day 
care, that there are plenty of toys and 
outdoor equipment, and that her son 
"had fun and learned things. They' re 
stimulated, not just babysat," she said. 
Rutledge said she wishes the center 
was available every day. The facilities 
are clean, the instructor is nice, and the 
center offers "all kinds of opportuni­
ties for the children," she said. 
Another parent, Jo Detoro, whose 
children are ages 4 and 5, said the facil­
ity is very well secured and that the 
children are kept busy. There are a 
reading area, a "play kitchen" area, an 
entertainment area with a record 
player and Tv, and an arts and crafts 
area. "It's fantastic," she said. 
Interested parents should notify 
Winnette Sandlin, Ext. 8025, no later 
than noon Thursday prior to the Satur­
day they need care. That's to ensure 
there's enough food and personnel. 
The YWCA can continue to offer the 
programs only if enough children 
attend, Sandlin noted. 
LAG efforts help protect BCBSF from adverse legislation 
Members of the Legislative Advisory Group played an important role in 
making the Florida Legislatures 1987 session a successful one as Ear as 
BCBSF is concerned. Among the members are (seated, 1-r) Steven Smith, Bob 
Malinky, Bill Long, (standing) Melissa Rehfus, Randy Simmons1 Rafael Diaz, 
Karen Earle, Brooks Stone and Clare Adamson. 
PAS Programs 
(Continued from page 1) 
since 1985, PAS employs 92 persons, 
including nine sales representatives in 
Florida. One of PAS's goals is to remain 
below its already reduced budget 
(there are 108 authorized positions) 
while remaining on the front line of 
automating information and claims 
collections systems, W hitehead said. 
An example of PAS's support capa­
bility is a system it designed for the 
Purchasing of Hospital Services area, 
which needed an automated means of 
reviewing previously processed claims 
and analyzing them to determine the 
appropriateness of using a Diagnostic 
Related Grouping (DRG) payment 
method. "This should prove to be 
a valuable tool as PHS negotiations 
expand throughout the state," 
W hitehead said. 
PAS has now begun the develop­
ment of a new system which will sup­
port the corporation intitiatives of PHS 
and Service to Providers. 
The System, for which planning 
began about a month ago, will give 
hospitals controlled access to needed 
information. They' ll continue to be 
able to submit automated claims using 
the same hardware. Additional capa­
bilities will be added to the system as 
they are developed. 
"We' ll continue to expand all of our 
activities, providing automated capa­
bilities that support the major initia­
tives of Blue Cross and Blue Shield of 
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We provide superior service to our customers when ... 
3. We satisfy our customers' informational needs 
We anticipate and fully satisfy our customers' informational needs in 
an easily understood, accurate and timely manner. In addition, because our 
customers' needs change over time, we actively work to further our under­
standing of them. We form our explanations to ensure that customers can use 
our products and services effectively. We proactively set expectations for serv­
ice with our customers, such that they know what to expect and when to 
expect it. 
Florida, and improving the competitive 
advantage the corporation has in the 
marketplace," W hitehead said. 
"Wall of Fame" 
(Continued from page 1) 
production, attendance, timeliness, 
operational improvements, humanistic 
achievements and overall results. 
PBO Achievers this quarter: 
Ruth Barry-Taylor (Micrographics)­
for regularly performing special proj­
ects in an outstanding manner. She 
can be counted on to make sure her 
work is accurate, timely and of excep­
tional quality. During her 20 years of 
service, her absenteeism has never 
exceeded 2 percent. 
Cassandra Brock (Major Accounts) 
- for demonstrating flexibility in help­
ing her department meet its goals. She 
has consistently demonstrated com­
mitment to quality and genuine con­
cern for meeting customers' needs. 
Ruth E. Edwards (Membership and 
Billing/Group Northern Region) - for 
timely processing of all her work, 
demonstrating an average produc­
tivity effectiveness rating of 194.9 
percent and first quarter accuracy of 
99.84 percent. 
Becky Gillis (FEP Claims)-for 100 
percent accuracy on in-line and post 
audits, average production of 190, with 
96 percent coverage; and for helping 
with in-depth training and working 
with systems personnel to resolve 
problems. Her support has helped 
the team's quality, morale and 
cohesiveness. 
Joann Griffis (Walkin-Provider Infor­
mation) - for going great lengths to 
meet the goals of superior customer 
service, with a quality rating of 99 per­
cent, production 104 percent and zero 
absenteeism. She has demonstrated 
her commitment by outstanding 
achievement. 
Gregory E. Lowe (Market Segment 
Service Project)-for demonstrating 
outstanding performance in the diffi­
cult functions of exam entry, a 100 
percent quality rating and 110 percent 
productivity. He has a positive outlook 
and accepts changes as challenges. 
Dot Peeples (PBC Special Projects)­
for being results oriented, maximizing 
her time and organizing her work with 
a high degree of efficiency and effec­
tiveness. She demonstrates profession­
alism in every aspect of her job and 
maintains positive working relation­
ships with others. 
Barbara Watson (Membership and 
Billing/Direct Inquiries over 65) - for 
working well with minimal super­
vision, promptly completing work 
assignments and arriving at work on 
time. Her quality rating is 99.9 percent 
and production is 143.2 percent, and 





Care rationing said likely 
if costs are not contained 
The federal government will have to 
ration health care services if costs 
aren't brought under control, said 
Joseph Califano, former secretary of 
the U.S. Department of Health, Educa­
tion and Welfare. He said that if costs 
keep rising, treatment like kidney 
dialysis and open-heart surgery might 
be available only to those younger 
than 65. Califano's cost control sugges­
tions include closing hospitals-in 10 
years, the U.S. will need only half as 
many hospital beds as it has now. 
"Most rural communities would be 
better off with a helicopter than a hos­
pital," .he said. Paraprofessionals should 
be allowed to perform_ more proce­
dures done by doctors, and fees for 
surgery should be standardized-they 
sometimes vary as much as threefold 
from one doctor to another, Califano 
said. And more should be done to pro­
mote healthful lifestyles. He said that 
while television glorifies coronary sur­
gery, half of the decrease in heart dis­
ease since 1970 has resulted from the 
public's realization that smoking and 
high-fat diets are unhealthy 
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Health spending increased 
in 1986 
Health care spending increased 8.4 
percent from 1985 to 1986, faster than 
general inflation, federal health offi­
cials said, noting a continued need for 
cost control. Per capita spending aver­
aged $1,837 in 1986, and hospital care 
continued to account for the largest 
share (39 percent) of the nation1s 
health care spending, which repre­
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PAS programs, old and new, 
strive to make BCBSF better 
P
rovider Automated Services, 
which developed and manages the 
largest data collection network of its 
kind in the U.S., is working on a new 
system that should be of great benefit 
to the Florida Plan. 
Since its creation in 197 4 as a divi­
sion of BCBSF, PAS has grown steadily 
More than 2,300 provider offices in 
Florida now send automated claims 
through the PAS network, over 1,300 
of which use Medical Management 
Systems and data terminals designed 
and sold by PAS. 
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Brock and Gregory E. Lowe. 
"We'll collect more than 13.5 million 
claims in 1987, which is more than any­
one else in the U.S.," said Dan White­
head, vice president of Marketing. 
PAS started marketing its integrated 
Medical Management Systems, includ­
ing computer hardware and software, 
in 1981, and now franchises its prod­
uct rights to 22 BCBS Plans and other 
distributors in 36 states. PAS's informa­
tion and claims entry systems are 
available to more than 70 percent of 
the nation's physicians. 
A subsidiary of the Florida Plan 
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